GRAND TRAVERSE COUNTY, MI
IT TECHNICIAN - APPLICATIONS JOB DESCRIPTION

IT Technician — End User Computing

GENERAL SUMMARY

Primary function of the job is to provide technical assistance to end users on software applications and to install
new computer equipment. Employees in this job have no formal supervisory role, however, employees work as
part of a team and are responsible for ensuring that the team meets its objectives.

Employees must meet the minimum requirements, conditions of employment, and be able to perform
successfully all essential duties and responsibilities with or without reasonable accommaodations.

This position may require irregular hours. It may also require travel by the employee in the employee's own
vehicle.

PRIMARY DUTIES AND RESPONSIBILITIES (may include but are not limited to the following)

e Provides helpdesk support and technical assistance to users of the County’s computer systems either
on the phone or in person; installs or replaces software; troubleshoots and resolves software
application problems and issues, including reformatting hard drives when necessary.

e Assists users on applicable systems, applications, and other related software; participates in
developing operating procedure documentation.

o  Assists with the recommendation of applications and software, determining end user needs.

o Performs website administration by creating groups, enrolling users, granting permission, etc. May
serve as the content manager for selected web sites.

e Assists with system administration, such as enrolling new users and accounts, deleting users and
accounts, creating documentation, installing software, and similar activities.

e Maintains inventory of hardware, software, materials, and supplies of the department. Creates
and maintains documentation for hardware/software, standard procedures, problem resolution,
inventory tagging and recording, end user manuals, and/or other related items.

¢ Responsible for management, maintenance, and deployment of end user devices and operating systems,
iOS, Android, and Windows 10. Must have experience with mobile device management solutions

e  Other duties as assigned

EDUCATION, FORMAL TRAINING, AND EXPERIENCE (minimum requirements)

e Associate’s (two-year) degree in a related field, such as management information systems.

e One to two years of related experience.

e An additional two years of directly related experience may substitute for each year of education (up
to two years of education), if there is demonstrated knowledge, ability and skills to perform the
work.
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CERTIFICATIONS, LICENSES (minimum requirements)

Depending on assignment, may require a valid driver’s license and personal vehicle insurance and must
maintain eligibility to drive as per the County's Vehicle policy.

CONDITIONS OF EMPLOYMENT (legal or contractual pre-employment obligations and/or requirements,
such as drug testing, background check, etc.)

A background check may be required initially and periodically for an individual hired, transferred, reclassified,
promoted, or currently working in this job. Appointment to or continued employment in this job is contingent
upon a satisfactory background check which may include, but is not limited to: confirmation of a persons’
identity; review of criminal conviction records; verification of educational degree, license, or certificate
required for the position; review of Department of Motor Vehicles records; Department of Justice fingerprint
scan; and/or drug and alcohol testing as required and allowable by law. A satisfactory background check is
defined as the absence of a criminal history record which bears a demonstrable relationship to the applicant's or
employee's suitability to perform the required duties and responsibilities of the position.

DISTINGUISHING CHARACTERISTICS

Work involves gathering and analyzing information to determine the best course of action, based on general

guidelines or rules of operations requiring the use of judgment to choose alternatives, many of which may be
correct, but one is better than another depending on the situation. Errors at this level could cause serious, but
short-term consequences involving significant financial impact or cost, reduced service to the public, and/or

strong negative citizen reaction requiring intervention from a higher-level manager and could impact others

outside of the department.

Compared to the IT Technician — Network classification, work is primarily focused on end-user application
support.

PHYSICAL DEMANDS, WORK ENVIRONMENT, AND OTHER REQUIREMENTS

o Work is performed in an office environment.

e May be required to reach with hands and arms; sit; stand; talk and hear; use hands to finger, handle, or
feel.

e May be required to lift/move up to 50 pounds (such as a personal computers and peripherals).

KNOWLEDGE, SKILLS, ABILITIES, COMPETENCIES (minimum requirements)

¢ Knowledge of network operating systems and topologies and basic network procedures.

e Proficient in the operation of personal computers, its components, auxiliary equipment and its
interaction with other computer hardware.

e Proficiency in English grammar, spelling, punctuation.

¢ Knowledge of mathematical techniques applicable to the work.

o Interpersonal skills necessary to develop and maintain effective and appropriate working relationships
with customers, co-workers, and vendors.

¢ Knowledge and ability to use a personal computer to perform required duties, as well as prepare
reports, maintain records, search for and compile data.

e Skill in researching and resolving problems in order to ensure compliance.

o Skill in assessing clients needs and in assisting clients to seek solutions to problems.

e Ability to install cable and connectors, configure hardware, network connections and any software that
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will be utilized.

Ability to comprehend, review and analyze complex data and follow complex instructions.

Ability to assess and provide training and guidance within area of specialized knowledge.

Ability to interpret and explain complex computer operations and applications in layman’s terms.
Ability to consistently demonstrate sound ethics and judgment.

Ability to think analytically and apply sound judgment, solve problems, make effective decisions, and
act with integrity.

Ability to comprehend, process and apply both verbal and written skills appropriate to the job.
Ability to accurately organize and maintain paper documents and electronic files.

Ability to use County resources effectively and efficiently.
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